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1 Introduction 

This Student Workbook is to supplement the RFCS Agency Website Operations Training 
course. 

This Student Workbook is assembled to provide each student with a consolidated 
package of material to use during the training session. 
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2 Practice Exercises 

I Practice what you are learning by performing the following tasks on the Agency website. 
r Each task indicates whether it should be performed in Training Mode, Production or OJT 

| ton the job training) venue. 


1) Practice Exercises 1: 

a. Log in to the Agency Website tTraining Mode) 

b. Change user password to one provided by instructor tTraining Mode) 

c. Log out of the Agency Website tTraining Mode) 


2) Practice Exercises 2: 

a. Order new fare pardstock] (Training Mode) 

b. Order Operator cards (Training Mode) 

c. Order New Preloaded Disposable Cardstock (Training Model eards 

d. Modify a card order placed in prior exercise (Training Mode) 

e. Cancel a card order placed in prior exercise (Training Mode) 

f. Accept a shipped card order (Training Mode) 

g. View card inventory for both a single card and a range of cards (Production) 
g. Update card inv e ntory by changing the status of a card to Damag e d 


3) Practice Exercises 3: 

a. Update card inventory by changing card status to Damaged (Supervisors Only) 
(OJT) 

b. View the details of an existing work order (Training Mode) 

c. View an example transaction history (Production) 

d. Block specific products on a single ORCA card (Supervisors Only) (Training 
Mode) 

e. Block a range of ORCA cards (Supervisors Only) (Training Mode) 

f. Update the ACCESS eligibility file (Authorized KCM users Only) (Training 
Mode) 


4) Practice Exercises 4: 

a. View the NSF events for a customer (Authorized users Only) (Production) 

b. Add a new NSF event for a customer (Supervisors Only) (Training Mode) 

c. Update history information in an NSF event record (Supervisors Only) (OJT) 

d. Add a bad check entry (Supervisors Only) (Training Mode) 

e. Delete a bad check entry from previous exercise (Supervisors Only) (Training 
Mode) 

f. Update a corporate check/PO entry (Supervisors Only) (OJT) 

5) Practice Exercises 5: 

a. Add a new vanpool ID (Authorized users Only) (Training Mode) 

b. View and update an existing vanpool ID (Authorized users Only) (OJT) 


( Comment [jbl]: CQM-v3.0-006 

( Comment [jb2]: CQM-v3.0-006 


( Comment [jb3]: CQM-v3.0-005 ~^) 
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6) Practice Exercises 6: 

a. Upload a rebate file (Authorized WSF users Only) (Training Model 

b. Authorize a rebate (WSF Supervisors Only) (OJT) 

7) Practice Exercises 7: 

a. Search the Knowledge Base (Production) 

b. Add and remove a Knowledge Base item (Authorized user Only) (OJT) 
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Student Assessment Exercise 


Demonstrate what you have learned by performing the following tasks on the Agency 
website: 

1) Change your user password 

2) Place a new card order 

3) Search for a work order and view the details 

4) Find an order that has been shipped and accept | it[ _ f Comment [jb4]: com-v3.o-oo7 ~~) 

5) View a customer’s NSF history (Authorized users Only) 

6) View the transaction history on a feill _ ( comment [jbsj: com-v3.o-oo8 ) 

7) View and update an existing vanpool ID (Authorized users of applicable Agencies only) 

8) View a rebate history (Authorized WSF users Only) 

9) Search the Knowledge Base 
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4 Module Evaluation Form 

MODULE TITLE: _ 

DATE: _ INSTRUCTOR: _ 


Please indicate how well you think the module met the listed objectives by checking the corresponding 
box, where 3 = objective fully met, 2 = objective mostly met, 1 = objective partially met, 0 = objective not 
met. 


Objective 

3 

2 

1 

0 


Fully 

Mostly 

Partially 

Not 


Met 

Met 

Met 

Met 

Demonstrate the ability to navigate the Agency website 





Demonstrate how to carry out various customer support service functions 





Demonstrate how to carry out card inventory functions 





Demonstrate how to carry out Supervisor functions 





Describe procedures for updating the Knowledge Base 






In your own words, how would you rate this module overall in preparing you to work with the Agency 
website? 


What would you change to make this module more effective? 


Thank you for your cooperation 
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Appendix A References 

The following materials are to be used in conjunction with or are referenced by this 
document. 

[1 ] SEA-00365 Agency Website Operations Manual 

[2] SEA-02704 Agency Website - Student Workbook 
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